











163 Candidates

8 Questions

96 Survey Responses



Overview

The Candidate Filing Survey was introduced in the June 5, 2012 Primary Election. The survey
was developed to assess the service provided by the Registrar of Voters office to candidates
filing for office. Candidates are able to complete the entire process in person at the Registrar of
Voters office, or alternatively they can begin the filing process online and complete the final
steps in person at the Registrar of Voters. Prior to the conclusion of the candidate filing
process, each candidate received a survey to obtain feedback regarding the candidate filing

process, both online and in person.

The Registrar of Voters office strives to provide an outstanding level of customer service to all
candidates running for office, whether they are running for a high profile office such as Governor
or Congressional Representative, or a local office such as Member of the Orange County Board
of Education. A wide variety of offices were on the ballot for the 2014 Statewide Primary
Election including: seven federal congressional districts, ten state congressional districts, eight
state constitutional offices, four judicial offices of the Superior Court, and 12 county offices.

With over 41 offices on the ballot, the Registrar of Voters office assisted 163 candidates
navigate the filing process, with the goal of making the process easier to understand and less
time consuming for candidates. In order to evaluate the level of service provided, the Candidate
Filing Survey solicited input regarding the efficiency of the process, professionalism of staff, and

overall quality of service provided by the Registrar of Voters.

The Registrar of Voters office received 96 surveys for a response rate of 59%. Of the 96
surveys completed, 92 candidates (96%) completed the process in person and four candidates

completed the initial part of the process online.

Candidate Experience

Candidates were asked to rate the level of organization and efficiency of the filing process. All
92 candidates who completed the process in person at the Registrar of Voters office agreed or
strongly agreed that the process was organized and efficient. Chart #82 on the following page
depicts the ratings across all response categories, and the 96% response rate for strongly agree
is the highest since the survey was first introduced in 2012, up four percentage points from the

Primary Election that year.
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Of the four candidates who also used the online filing process, 100% strongly agreed that the
process was organized and efficient. Chart #83 on the following page shows that this is a six
percentage point increase from the 2012 Primary Election and a considerable 20% point

difference from the 2012 General Election when an increased number of respondents (15%)

agreed with the statement and five percent disagreed.
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The survey asked candidates about the quality of their interaction with Registrar of Voters staff.
Survey respondents who completed the entire filing process in person were asked to rate staff
on their knowledge of the process and level of professionalism respectively. 98% of the
respondents strongly agreed that the Registrar of Voters staff was knowledgeable of the
candidate filing process, while only two percent agreed. Compared to the 2012 Primary

Election, the 2014 Primary saw a shift of four percent from the agree response category to the

strongly agree category as displayed in Chart #84 on the next page.




June 3, 2014 Can

Chan #84: Staff was Knowledgable in Explaining the Process

100%
B Strongly Agree
" : B Agree
75% : . Disagree :
; i Strongly Cisagree
B No Cpinion
50%
25%
6% :
; 2%
i~ 0% 0% 0% : 0% 0% 0% :
June 5, 2012 June 3, 2014

In regard to professionalism and courteousness, 100% of respondents strongly agreed that the
Registrar of Voters staff acted in a courteous and professional manner. This is an eight percent
increase from 2012 when 92% of respondents strongly agreed with this statement and the

remaining eight percent agreed. As shown in Chart #85 on the following page, no respondents

expressed any level of disagreement with the statement in 2012 or 2014.
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Both Charts #84 and 85 compare 2014 Primary Election survey results against the 2012
Primary Election survey results. The 2012 General Election data is not included in the two
graphs as it combined the knowledge and courteousness exhibited by staff into one question. In
that election, 93% strongly agreed that staff was knowledgeable and courteous, seven percent

agreed, and no one disagreed or reported no opinion.

Candidates completing part of the filing process online were also asked about the knowledge
and courteousness demonstrated by Registrar of Voters staff. However, unlike the in-person
survey, both attributes were included in one question and not broken out into two respective
questions. Chart #86 on the following page shows that all four respondents completing the
survey regarding the online filing process strongly agreed that staff was knowledgeable and
courteous in explaining the candidate filing system; this is an improvement of three and five

percentage points respectively from the 2012 Primary and General Elections.
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Next, candidates were surveyed regarding the reasonableness of wait time for service provided
both in-person at the Registrar of Voters or via email. 94% of respondents who completed the
entire process in person strongly agreed that the wait time was efficiently managed. This
response rate was significantly higher than both 2012 elections. Of the remaining six percent of
respondents, five agreed that the wait time was efficiently managed and one percent reported
having no opinion. Like all previous survey questions, there were no respondents reporting any

level of disagreement with the statement regarding the efficient management of wait time by

Registrar of Voters staff as revealed by Chart #87 on the following page.
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Candidates who began the filing process online indicated an extremely high level of satisfaction
with the response time to their emails. All respondents strongly agreed that the response time
was reasonable. Since the implementation of this survey, there has been no reported
disagreement with the statement that the response time was reasonable; however, in 2012
there was a higher rate of respondents in agreement (as opposed to strong agreement) and a

significantly higher rate of no opinion responses as shown by Chart #88 on the following page.

The higher rates of no opinion reported in 2012 reflected a higher percentage of candidates who
opted not to communicate with the office via email. The responses from candidates in this

election cycle indicate that all used email as a means of communication with the office, and all

were extremely satisfied with the response time from Registrar of Voters staff.
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Chart #88: Registrar of Voters Staff Responded to Emails in a Reasonable Time
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A new question was added to the 2014 Candidate Filing Survey to determine if candidates felt
they were provided adequate information to complete each step of the filing process.

Candidates completing the entire process in person reported receiving the information needed
to complete the process, with 97% expressing strong agreement and three percent expressing
agreement. Strong agreement with the statement that adequate information was provided was

reported by 100% of candidates who participated in online candidate filing.

Lastly, all candidates were asked to rate the overall quality of service provided by the Registrar
of Voters office on a scale ranging from excellent to poor. All respondents described the quality
of service as excellent or very good. Only two percent of candidates who completed the entire
process in person described the quality of service as very good, while 98% reported it was
excellent. Candidates filing online remained consistent throughout the survey, as 100%
described the quality of service as excellent.

Charts #89 and 90 below compare the responses from the 2014 Primary Election to those from
both the 2012 Primary and General Elections regarding the overall quality of service provided by

the Registrar of Voters to candidates filing both in-person and online.
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The June 3, 2014 Statewide Primary Election survey results were positive in all eleven

areas measured, with feedback being received from a wide range of participants

including poll worker volunteers, contracted delivery vendors, and polling place hosts.

Areas that showed positive ratings or a positive gain in ratings were:

Gains in strongly agree and very likely ratings in a number of areas measured
Department is providing appropriate amounts and types of communication and
interaction with poll worker volunteers and the Registrar of Voters office.
Strong efforts that support poll worker volunteers’ feeling that they are likely to
return as volunteers in future elections.

Consistently high level of customer service provided by the Registrar of Voters
staff when volunteers, candidates, and voters visit, call or email our office.
Retention of volunteers with multiple years of experience working with Orange

County Registrar of Voters.

Responses that require additional attention from the Department are:

Parking difficulties experienced by volunteers at polling places.

Ongoing innovation that continues to improve training and supply distribution
services.

Ongoing monitoring of contracted delivery vendors’ level of timeliness when
providing equipment delivery services.

Additional Vietnamese language support staff in the Public Phone Bank.

The Orange County Registrar of Voters will continue to work to improve its service on all

levels and will address issues that have surfaced through the June 3, 2014 Primary

Election survey results.






